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ABSTRACT 
 
This study is designed to determine factors influencing customer experience that 
affects customer satisfaction towards Takaful product in Ikhlas Consultant & Services 
(ICS) Johor Bahru. Customer satisfaction towards Takaful product is the dependent 
variable while the independent variables are Shari’ah compliance, service quality, 
price and product. The first objective of this study is to identify the level of customer 
satisfaction at ICS Johor Bahru Agency. Second objective is to identify the rank 
influencing customer satisfaction at ICS Johor Bahru Agency. Third objective is to 
determine Correlation between customer satisfaction and all variables. Fourth 
objective is to provide recommendation by improving the factors that influence 
customer satisfaction towards Takaful product at Johor Bahru. Researcher decides to 
use non probability sampling technique which is fit into the broad categories of 
judgment sampling. The sampling design was conducted in Taman Universiti, area 
Skudai Johor Bahru where 55 questionnaires were distributed to the selected 
respondents and 50 questionnaires were returned. Researcher was used primary data 
as a method in obtain the data.  Data analyzed using reliability test, frequency analysis 
distributions, descriptive statistics and Pearson correlation analysis.  Based on the 
analysis, the finding investigate the strength of the reliability in this study is excellent, 
the customer satisfaction towards Takaful product at ICS Johor Bahru Agency is high. 
Besides, all the independent variables have correlation with customer satisfaction and 
Syari’ah compliance is the first rank that influences the customer satisfaction at ICS 
Johor Bahru Agency. There are also several recommendations that researcher suggest 
based on the findings.  
 
 
